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AA, In State Rt2:;idGnce 

A New h:t>.4co based TRS facility and operations residency, will be given a 
weight of 5% percent of the total weight of all evaluation factors in a proposal's 
evaluatioi~i 

BB. Economic 1 ;  n p x t  Statement 

t include a detailed economic impact analysis of the effect of this 
program G I )  Pdcw Mexico's economy. The funding for this program comes from 
New Mexic:, rate payers and the economic impact of the program must be 
defined ir-1 ;: .:leiailed account using published methods. 

I i i l  vendor must be prepared to present to State officials the 
economic ijG.i icfit to the State and provide general information concerning types 
of employm,:iit, salary ranges, benefits, number of New Mexico resident on the 
payroll, etc 1-i-lis information may be made public. 

CC. Managm 

ontactor must provide the Commission and the Department with 
ment reports. 

;ILII contactor must provide the Commission a monthly complaint 

i t i l  contactor will provide the Commission with evaluation reports 

report wit11 .i;jti:ites and complete status. 

iresults of user evaluations. 

fa1 contactor will submit to the Commission and the Department an 
annual rep;,!? summarizing operations for the States Fiscal Year with statistical 
summarie:, %)i usage, trends, complaints, traffic analysis, problem resolution 
initiatives, x u c e  performance, and traffic projection. This is due 45 calendar 
days after ?I;<> m d  of the Fiscal Year. 

Traffic rei:.wi !:iutomated in a database and accessed on Internet) 

r:Ll:lber of incoming calls 
1dcil;ber of outgoing calls 
i.i!linber of Busy no answer 
! J L  riiber of completed calls 
l,ji!rriber of abandoned calls 
l;<::iy arid weekly blockage rate 
r ' i v ~ l : t  ,ige answer time (daily, weekly and monthly) 
;:';:>iacJe length of call (daily, weekly, and monthly) 
1.1 A J ~  patterns 
NL )r>Ser of CAS on duty 
t i ~ t r i l k m  of Spanish Speaking CAS on duty 

.~ . . .- . . ~ ~  . . . .. . ... ..... __I . ,. ".. . . . .... 
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DD 

EE. 

FF. 

GG. 

HH. 

.~ 

i ~ . ~ ~ i i ~ b e r  of TTY calls 
ktlii!ber of voice calls 
Nurnber of ASCII calls 
T ierids analysis 
(;A occupancy rate 
0:;:ti:ach and complaint tracking. 
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Manage11 :~i:,'transition Plan 

It is of oi! :;ii importance to the evaluation of the Offerors proposals to provide 
a detailec: s;,ecific plan for implementing the service, which has been proposed 

The plat] ,.:ill include details on how transition from the existing service to the 
new serv'i I: ,,vi11 be accomplished. This will include arrangements to keep the 

d d l  turn up date of July 1, 2005. 

!)one numbers. 

d-time and repetition of advertising is necessary, to notify users of 
Offerors will include in the plan, a timeline with critical path, dates 

for majoi ! - ; I S  in the implementation process from contract award to TRS start- 
i (31. the first year after service has started. 

Start-up 

triay process calls through other centers during this transition 
ixrvice must be processed through the New Mexico Relay Center 
v05. The Offeror shall include in the plan a time-line with critical 

dates fc: i i~wjor steps in the implementation process from contract award 
through i l ~ ; ' i  il i iplementation. 

Manageii ,;,-I! Activities 

will work with the State's Relay Administrator in developing 
I activities report. 

i,gement and Project Status Report. 

::rid the State Relay Administrator will to attempt to agree upon 
and specific reporting requirements. The State Relay 

I shall be the final authority on reporting requirements. 

t i l  PlaniApproach 

The TRY; Sferor will provide a complete management plan defining 
manager~i:cri! approach to providing the highest quality TRS. In addition, an 

1 chart depicting the Relay Centers proposed organization, 
vt? and operational, shall be submitted with the proposal. 

A. Busii Theme: 
~~ 
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This .s  a RFP Firm Fixed Price Contract. All hardware and software 
upgrx!zs and capacity expressions will be made within the cost and price 
structli;.u of the original contract. 

Accej4~1i Ice Test: 
The Oiferor will provide a detailed acceptance plan demonstrating the 
systewi (hardware, software and operator) ability to meet all FCC and 
contr.~:ii required performance levels. Where contract performance 
requi!wiients exceed FCC requirements the contract will prevail. All future 
u p g r x z s  to the TRS must pass the same acceptance test. 

A. Desirable F. ca!Qres 

Internet Relay a i d  Video Relay Services are internet-enabled TRS features, and, at 
the time of this RFP, are fully funded by the Interstate TRS Fund administered by 
the National Exchange Carrier Association with directives from the Federal 
Communicatiws Commission (FCC). It is conceivable that in the near future the 
FCC may pas:- : t i c  costs for providing at least part of these services on to states for 
local and intn ,!.it? VRS and Internet Relay calls. 
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VII. REL,I~ CENTER STAFFING 

The Offeror proposal shall include a plan to actively recruit individuals with 
experience in working with the deaf hard of hearing and/or speech disabled 
community. Pi'iGlity shall be given to employing individuals with American Sign 
Language (ASL) fluency, relay service experience. Successful contactors shall 
provide a persac) fluent in ASL translation on duty at all times in the operator area of 
the Relay Ceti!ei- to assist operators with ASL translation. 

sal must include: 

A job u~.xript ion for each employee classification. 

Recrui!i;:eilt Plans. 

B. Oper:i!k i Lionitoring 

Relay C'cii!er operator positions must include a second headset adapter to 
allow t!  L supervisor to monitor conversations. In addition, the supervisor 
must I I-~VI:: the capability for remote silent monitoring of both the standard 
phone J:LI TTY at each operator station. The Offeror proposal shall 
descriit.. i iow this capability will be provided. 

C. Disability 

All Relay (\enter staff, including management, shall receive training in disability 
issues, A,::,L, deaf culture, hard of hearing issues, speech disabilities, diversity 
training, c t i i i ~ s ,  and confidentiality. 

Each pro;;us:ii must include an outline of a staff training plan indicating training 
topics at li: L:rie frames, as well as individuals or organizations representing the 
above nix:: honed communities assisting with the training. Upon award of 
contract, ;i complete training manual must be provided to the Commission. 
Changes, _iodates, and revisions shall be provided to the Commission as they 

ted into in the training manual and/or given to operators. 

D. Privacy 

f t i l  contactor and their employees shall not use any information 
1 relay calls for any other services they may provide to users of the 
and shall not make any such information available for sale. 

;.rator Qualifications 

The succ: .:;ful contactor shall detail their employee recruitment and selection 
procedurc demonstrating that persons selected and employed as operators 
meet all Imficiency requirements. Operators shall be able to quickly and 
accuratel/ .ype a TTY relay message. This will include, but not to be limited to: 
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EL, -  ,..SIC skills in English grammar and enunciation; 
A iciinimum typing speed of 60 words per minute; 
S;x4ling skills; Relay Agent must posses 12'h (twelfth) grade spelling skills 
Aiiiiity to understand people using limited English, to translate limited written 
E '  tglish, and to voice written English correctly. 
i l l  .ne event an operator cannot translate ASL to English and visa versa, the 
s..cessful contactor shall insure that a person fluent in ASL translation is on 

y at all times in the operator area of the Relay Center to assist operators 
L. ;:h ASL translation. 
A:: /prospective operators shall take and pass a measurable, performance- 

x d  Relay Operator Proficiency Examination. This examination shall cover 
sixlling, grammar, typing, dictation, procedures, characteristics of ASL as it 
r ~ : . i y  be reflected in the written language of TTY users, deaf culture, ethics, 

7 ,is test shall have as its minimum requirement the proficiency skills for 
fidentiality, and professional judgment. 

rators mandated by this RFP. 
idrators shall be tested at least annually. 

~1 .inees shall be identified to both customers of a telecommunications relay 
at the onset of each conversation, mitigating potential for criticism of 

F. Opera!,: Training 

The SL!: .~ssf i i l  contactor shall describe how ongoing operator training will be provided 
by inclii ; . i :g wiih the proposal an outline of a proposed operator-training plan. 

The pi: , :.ions for operator training shall include, but not be limited to, ASL gloss and 
gramn:.: deaf culture, needs of speech disabled users, operation of 
telecow , .L.iniciitions relay equipment and TTY etiquette. 

Training ,,t iall include both simulated and live on-line call processing. 

Alternait:. .. 'ly, the Offeror must demonstrate that existing staff members possess these 
skills. 

Operat: , : who are hired shall serve a probationary period established by company 
policies 

G. Proce'.!,. ;s for Relaying Communication 

Opera::.: must convey the full content, context, and intent of the communication they 
translak in accordance to FCC requirements. The key word is intent. Unless 
requesl(;'.l otherwise by a user, the operator shall relay all calls according to the 
followi, I:; yocedures: 

Operati~.i : sliall, to the best of their abilities, make the TTY user aware of the non-TTY 
user to! t j ;  .;f voice. For example, the operator can type in parentheses that a person is 
(being 1'. .: > ) ,  (yelling), (laughing), (crying), or other characteristics of behavior, or any 

~~ 
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backgrL ,I noise that the operator hears. The operator will use terms to identify 
voice c+ icteristic by typing statements like, (sounds angry), (sounds rude),(sounds 
impatiel I (  etc. 

Operators : :rail also keep the user informed of the status of the call, i.e. (dialing), 
(ringing), :i isy) ,  (disconnected), or (on hold). Operator shall maintain contact 

r during hold period, for the purpose of receiving instructions from 
the caller x.:h as hang up and dial again, or hang up and call another number. 

shall have the option of telling the operator what aspects of the call 
tiidle. For example, the TTY user may request to introduce Relay 

services ic I ,  e called party rather than have the operator do it. 

Operators ;rill type to the TTY user or verbalize to the non-TTY user exactly 
what is sa8 '  from the onset to completion of the call, unless either customer 
specifically , , quests otherwise. 

erator needs to explain the Relay to a standard phone user, the 
I1 type (explaining Relay) for the benefit of the TTY user. 

Conversely. Jchen the operator needs to explain Relay to a TTY user, the 
inform the standard phone user that an explanation is taking place. 
t by the user, the operator shall not announce a call as a Relay call, 

permitting L '  L! caller to provide an explanation.) The operator shall have the 
rm the call recipient that the caller has a hearing or speech 

disability, 1 1  :XSS tile caller asks the operator not to do so. 

i shall use a conversational tone of voice and not voice a 
conversiiiicz8 word for word as it appears on the screen. The tone of voice 
should bc- ;,, .propliate to the type of call being made when speaking for the TTY 
user. 

Operators : I  ;ill indicate to the TTY user if another person comes on the line, 

Change of ~ perators during a call is discouraged. If the change is necessary, 
both partics ;iiall be informed. If a change of operators is requested by the TTY 
or standai1.i .hone user, without explanation, it shall be done without question to 
either par:.' 

Operator... , requested by the caller, shall permit unlimited re-dials to a busy 
number. 

All comrii i i~~'; directed to either patty by the operator shall be relayed. These 
comments i i ial l be typed in parentheses, for example, (Will you accept a collect 
call?) All (IC :iirnents directed to the operator by either party shall also be relayed, 
for e x a m p  Yes. I will accept the collect call.) 

If either (3:;:  L:,! uses the third person form of speech, the operator shall relay the 
statement I / ,  :tie third person. 

~. . . ..I .... , .  ~~ ........__.___I._____...l_l_l_.II- -. - 
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To correci !<;ling errors, operators shall continue in a forward direction by typing 
xx (commc! TTY convention for error) and retyping the word, rather than using 
the backsp 'x  key. 

Operators -.la11 verify spelling of proper nouns, numbers, and addresses that are 
spoken. 

Relay user shall be given the operators identifying number and gender at the 
beginning L.: the Relay call. Upon request, the operator will be switched to an 
operator oi I !  ie gender of the caller's choice. 

The opei-aih will stay on the line until both parties have terminated the call. If the 
called party wishes to speak to a supervisor, the operator is to hold onto the call 

ing a supervisor. The call is not to be dropped. 

Operators t:iall not counsel, advise, or interject personal opinions or additional 
information :::to any Relay call. It is also important that operators shall not make 
value judgir e n t  on t h e  profanity or obscenity or legality of any messages. 

operators are not to hold personal conversations with anyone 

Callers s1~1:~i:i hot Gs required to give their full names or the full name of the party 
i iy. This information shall not be recorded in any form without the 

permissior: :.nd knowledge of the caller (except for long distance billing 
purposes). : i  a full name would facilitate the call, the operator may ask for that 
information :ild explain the purpose of doing so. However, the operator shall not 
refuse to pr vess a call if the caller will not give full names. 

Operators ',.. / I  recugnize any typed by a TTY user at the beginning of a call as 
t tile user is speech disabled. This convention shall be included in 
ice informational material. 

I leabe messages on answering machines or other voice processing 
systems i i  I , ,  . staridard phone or TTY caller activates one while making the call. 

Automakxj i,iiswei-ing Machine Retrieval - This will decrease the amount of time 
ess  a call when an answering machine is detected. This feature is 
who call the Relay and have the CA retrieve voice messages left 
ns;vering machine. This feature eliminates the cumbersome and 

t:.sk of redialing and reviewing the same recording several 
times. 

Offerors LI:..~! pri,pose procedures for fulfilling these requirements, and the 
proceduw .riaIi ioclude the following steps; 

The 0pw. i  , r  w i l l  inform the caller when an answering machine has been 
reached, ..~i/~: uviil !iansmit to the caller the full content of the outgoing message, 
unless oitrci ..is? iiirected by the caller. 

. ~ ~ ~~ 
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The 0pu1.i:: .I will x k  the caller if he/she wishes to leave a message. 

The opera;<. r will translate the caller complete message to the machine, either by 
voice or by ~' TY. 

The opell-:i"! will confirm to the caller that the message has been left. 

The c a l k  !dl only be charged for one call regardless of the number of re-dials 
required t u  .ipture the full outgoing message and leave a message. 

Operatol-_ ;iI re11 ieve messages from voice processing systems (answering 
machines, ' .,ice inail, etc.) and relay a TTY message to a standard phone user 
or a voic-: :messaye to a TTY user. Offerors shall propose procedures for 
handling 1: # .  requirement. Procedures shall include methods for obtaining any 
necessary ~I (stem access codes from the user. 

Confidentiality ci ' :IIs 

All calls shall be totally confidential which means no written or 
elewonic record or notes shall be kept beyond the duration of the 
call. 

' OpC-ntors and supervisoty personnel shall not reveal information 
abo:,: ariy call, except the minimum necessaty for billing purposes, 
irrcliltiing the information below. 

.I O,petr.tors must be required to sign a pledge of confidentiality 
proniising not to disclose the identify of any callers or fellow Relay 
operators or any information obtained during the course of relaying 
;ails, either during the period of employment as an operator or after 

Nii{ . !~ training new operators by the method of sharing past 
zxptiience, trainers shall not reveal any of the following 
.i-iioi I iiation: 

, tititiination ,~ of employment. 
~. 

names, genders, or ages of the parties to the call 
originating or terminating points of the call 
specifics of the information conveyed 

< -  C)pciators shall not discuss, even among themselves or with their 
:;upz,visors, any names or specifics of any Relay call, except in 
i : istz ices of resolving complaints. 

' .  CjpL:~:~!ors may discuss the general situation that they need 
.~s:S:.!::rce with in order to clarify how to process a particular type of 

i l o s  shall be trained to ask questions about procedures 
:liiiiiaGi revealing names or specific information that will identify the 
cal I2  f.. 

i i .  The Oiferor shall describe how uniform procedures will be 
i.t-iF.i;i\,?,ined during the call distribution process in the event that calls 

~~ ing or listening to actual calls by anyone other than the 

fici:i:/ call. 

be temporarily transferred. 
~. 
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li?::'.y operator is prohibited except for training or monitoring (by 
siipxdisors, the Department or Commission) purposes. 
Proposals shall outline the policy the Offeror will use to preserve 
confidentiality. Specific written confidentiality policies shall be 
dekloped immediately after contract award. Such policies may 
iiiclticle protocols employees are encouraged to use to prevent 
Liniriicntional disclosure of relayed conversations. A copy of the 
coiiiicieiitiality policy shall be provided to users upon request. 

1,. An operator or supervisor who, after investigation, is found to have 
violztcd the confidentiality rules and regulations shall either be 
r s p  ii  iianded or terminated. Automatic termination for a second 
U c i ~ i i  (eiice shall be imposed. Proposals shall specify the policy for 
r<;\, lb>.,ii:g alleged violations of confidentiality. 

l k  ::uccessful contactor shall be restricted to collecting only that 
Fe !x i i a l  information necessaty to provide and bill for the Relay 

being rendered. This information shall not be used for any 

j .  

1 .  

;LitL:i' !purposes. 

Obscenity Direct :., t...' Clperator 

tors do not have to tolerate obscenity directed at them. The 
-::I shall specify how the Offeror will handle these situations. 
ceptable to transfer callers using obscenities directed at the 

sl>,.'t:itor to a supervisor. 

H. Operar~  ellllg 

Offeror. , i i . ~  #iiquired to outline a counseling and support program that will 
deal with the emotional aspects of relaying calls. Because 

n t  allowed to talk about their calls with other operators, friends, 
.iitors need to have access to someone they can talk to and 

trust. ?l,.!+y !!,Bed to be able to talk about their emotions and learn ways to 
txlings. Those providing this staff support must have training 
ihcse situations. However, the operators shall not give the 

I the names of the callers involved. The counseling support 
ii9w the confidentiality provisions discussed above. 

. .  

Relay ?; :h i !  operators shall immediately identify themselves when 
y using the macro that states RMD Relay Operator X (F or 
.tes the number assigned to that operator and the letters F 
perator gender, The Offeror shall establish this method to 
tion of the operator in the event a complaint is filed. 

rmation. An Offeror may require that a caller provide 
rmation to identify the caller local calling area if that 

~~~~ 
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infornic::I:,i I , i'lccsssary to distinguish local calls from toll calls and to allow 
for fast,: inll set-up. The Offeror must specify how such information would 
result ihi I~ICLI call set-up times and provide justification that no other 
equipnici I: is ivailable which would avoid the necessity for callers to provide 
their phol I U  ntiniber. 

J. Policy ~ ~ ~ 1 : ;  P%,ceiiures Manual 

All Oife.,i1; ~:!iaIl provide with their proposal a comprehensive outline of a 
proposi i <)pLr:ctor Policy and Procedures Manual which shall include, but not 
be l i r i i i i t : . j  !J, confidentiality, handling of emergency and crisis calls, 

af non-compliance with policies, and functions and roles of a 
Upon award, the successful contactor shall provide the 

,,irtrnent with the Policies and Procedures Manual. Updates 
rill be given to the Commission/Department as they occur. 

The 91 1 , ~ I  

summc: (2 

of crisis. 

 icy telephone system was developed for use by the public to 
m y  aid and is intended to eliminate confusion during periods 

TTY US. 
emergcri :yi : 

Althouy,:i ;[I: ~. j Nzw Mexico is covered by 91 1 emergency response centers 
prepare:! io i :::iidlc TTY calls directly, the successful contactor shall develop 
a policy i.,i ;:.,!Idling and referring those emergency calls that it does receive. 

encouraged to use the 91 1 system for direct contact with 
e centers in emergencies. 

i :r:c:lude procedures for referring callers to emergency services 
ii-r than 911 (i.e. suicide prevention or crisis hot-line.) The 
I shall describe how these types of emergencies will be 

process;:> 
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VIII. BILLING 

A. Billing Arl:ing:::ic;rits 

The contractor 1 ~ 1 : x t  provide for charges for collect calls, person to person calls, 
calls to or ftoni ?!ii.x alternate operator services, and calls charged to third party. 
All toll Cali:; slt~,:i !E billed to a New Mexico telephone number or a qualified 
calling/dehr cii ici. 

The contractor li:t;st also provide billing to any New Mexico local exchange 
company cailiti~! c:,;d and to any non-proprietary inter-exchange company calling 
card. A coi~npli;iL: ilcscription must be included on how callers will be billed for all 
calls. This des!:.',,iiin must include the Offerors procedures for obtaining billing 
informatioii forill ciiz local exchange, whether the billing will be done in house or 
contracted. s p ~ ~ . :  ci-edit cards that calls can be billed to, and a sample bill 
format. 

-hi: :,lll:ictor must provide a method of billing charges for collect 
'on calls, calls to or from hotel rooms, and charged to a third calls, pers.j:i-t:;- 

party. 

:de a complete description of how users will be billed for all 
n i u s t  describe the billing procedures to be employed for 

!c:ional calls, including rates to be charged to the user. This 
ide the Offerors procedures for obtaining billing information 
iiye companies, whether the billing will be performed in- 

.I specific credit cards to which calls can be billed, and a 
fferors must fully describe the billing system and billing 
luding identification of any subcontractors, the procedure 

describing hovj 1. L billing record detail will be transmitted to the billing agent (if 
any), and l! ;e 

calls. The 0 

house or tori 

; : I  :vhich charges will appear on the end users bill. 

,!:ictor is required to deduct monthly from the invoice all 
Ibxn customers for inter-state and international calls made 

through th.: Ri ,  , . '.'eiidors are compensated by NECA on a per minute basis 
for these c;iils. 

B. Call Billit~lsj f3 

Contrac!or; n . , .  ~ 

distance ::rid 1::: 
be fully autom:i! , .  

process t ln t  wi':; 
billing ageiit ( i f  :;! 

appear on 

The Offeror I! :,;avide a billing system that does not contain the use of 
algorithms for J izneration. The billing system must be stand alone, explicit 
and coriip;,;.iely 1.. x a b l e  to the raw data coming off the phone switch. Any bills 
that are iri . m y  '.. ,' ;;;;.pared through the use of algorithms and or formulas, are 

cify the system 'for identifying and documenting long 
for billing purposes. This report generating system must 
ntractors must fully describe the billing system and billing 

i!sed, how the billing record detail will be transmitted to the 
/ ; s w  charges will appear on the users bill and which bill it will 

~ ~~ ~ ~ ~ . .  
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Appendix4 CONTRACT TERMS AND CONDITIONS 
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STATE OF NEW MEXICO 
PROFESSIONAL SERVICES CONTRACT 

RELAY SERVICES 

THIS AGREEMENT is made and entered into by and between the GENERAL SERVICES 
DEPARTMENT State of New Mexico, herein after referred to as the "Procuring Agency", and 
(insert contractor name) herein after referred to as the "Contractor." 

IT IS MUTUALLY AGREED BETWEEN THE PARTIES: 

IT IS MUTUALLY AGREED BETWEEN THE PARTIES: 

A.. Definitions 

"ADA" means Americans with Disabilities Act. 

"Access Line" is the facility that allows the customer of a local exchange company or 
radio communications service to access the local or toll network, with the exception of 
dedicated facilities such as private line. 

"Agency" means the New Mexico General Services Department 

"ASL" "American Sign Language" Is a visual language based on hand shape, position, 
movement, and orientation to each other and the body. 

"ASCII" is an acronym for American Standard Code for information Enter exchange which 
employs an eight bit code and can be operate at any standard transmission rate including 
300,1200,2400 and higher. 

"Baudot" is a seven bit code, only five of which are information bits. Baudot is used by 
some test telephones to communicate with each other at 45.5 baud rate. 

"CDHH" New Mexico Commission for the Deaf and Hard of Hearing. 

"Common Carrier or Carrier" is any common carrier engaged in interstate 
telecommunications by wire or radio, or any common carrier engaged in intrastate 
telecommunications by wire or radio, (New Mexico is a single LATA state). 

"Common Assistant" A person who translates conversation for text to voice and from 
voice to text between two end users of TRS. 

"Condition Power" means a number of methods for providing power to sensitive 
telecommunication or computer equipment. Depending upon the telecommunications or 
computer equipment involved, it may be as little as surge protection alone, or it could 
extend to rectification of the lice AC and a large battety bank capable of carrying the load 
for several hours. Typical "condition power" installations convert line AC to DC which 
maintains a battery bank from which the telecommunications or computer equipment is 
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normally powered. Depending on the application, the batteries are sized to carry the full 
load from a few minutes to several hours. The common term fir this arrangement is Un- 
interrupable Power System (UPS). Installations where telecommunications or computer 
equipment is normally powered directly from line AC but with a battery back-up 
arrangement is not "conditioned power". 

"Contract" means an agreement for the procurement of items of tangible personal 
property or services. 

"Contractor" shall mean successful offeror. 

"Determination" means the written document of a decision of a procurement manager 
including findings of fact required to support decisions. A determination becomes part of 
the procurement file to which it pertains. 

"DFA means Department of Finance and Administration for the State of New Mexico 

"Documentation" refers to manuals, handbooks, maintenance libraries, and other 
publications listed in the Equipment and Service Schedule or supplied with Equipment 
listed in the Equipment and Services Schedule pr supplied connection with Services. 

"Desirable" The terms "may', "can", "should", "preferably", or "prefers" i den t i  a desirable 
or discretionary item r factor. 

Evaluation Committee" means a body appointed by the Agency management to perform 
the evaluation of offeror proposals. 

"Evaluation Committee Report" means a report prepared by the Procurement Manager 
and the Evaluation Committee for submission to the State Purchasing Agent for contract 
award that contains all written determinations resulting from the conduct of a 
procurement requiring the evaluation of competitive sealed proposals. 

"Finalist" is defined as an offeror who meets all the mandatory specifications of the 
Request for Proposal and whose score on evaluation factors is sufficiently high to qualify 
that offeror for further consideration by the Evaluation 
Committee. 

"Hearing Carry Over" is a reduced form of TRS where the person with the speech 
disability is able to listen to the other end user and in reply, the CA speaks the text as 
typed by the person with the speech disability. The CA does not type any conversation. 
"Chief Information Officer" (CIO) means an executive appointed by the Governor of the 
State of New Mexico to oversee and manage the state's data processing and 
telecommunications. 

"Mandatory" The terms "must", "shall", "will", "is required", or "are required', identify a 
mandatory item or factor. Failure to meet a mandatory item or factor will result in the 
rejection of the offeror's proposal. 

"Offeror" means any person, corporation, or partnership who chooses to submit a 
proposal. 
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"Procurement Manager" means the person or designee authorizsd by the Agency to 
manage or administer a procurement requiring the evaluation of competitive sealed 
proposals. 

"Request for Proposals" or "RFP means all documents, including those attached or 
incorporated by reference, used for soliciting proposals. 

"Responsible Offeror" means an offeror who submits a responsive proposal and who has 
furnished, when required, information and data to prove that his financial resources, 
production or service facilities, personnel, service reputation and experience are 
adequate to make satisfactory delivery of the services or items of tangible personal 
property described in the proposal. 

"Responsible Offer'' or "Responsive Proposal" means an offer or proposal which 
conforms in all material respects to the requirements set forth in the request for 
proposals. Material respects of a request for proposals indude, but are not limited to, 
price, quality, quantity, or delivery requirements. 

"State" means the State of New Mexico 

"State Purchasing Agent" or "SPA means the purchasing agent for the State of New 
Mexico or a designated representative thereof. 

The terms "must", "shall", "will", "is required", "are required", identify a mandatory item or 
factof. Failure to meet a mandatory item or factor will result in the rejection of the 
offeror's proposal. 

Abbreviations include the following: General Services Department (GSD), Administrative 
Services Division (ASD), Commission for the Deaf and Hard of Hearing (CDHH)Chief 
Information officer (CIO),Request for Proposals (RFP), 

__- 
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B. ScopeofWork 

The contractor shall be responsible for the implementation of the state's 
telecommunications relay services and associated equipment. To create 
TRS that fulfills the purpose described in the State of New Mexico statute 
Chapter 54 and adheres to all federal regulations presented in FCC Docket 
98-67. 

The contractor will be responsible for its facilities, telecommunications 
equipment, software and operating staff. The transmission circuits used 
shall meet or exceed FCC inter-exchange performance standards for circuit 
loss and noise. 
All telecommunication consoles will be capable of receiving and 
transmitting in Baudot and ASCII codes. It is also required that relay 
systems be capable of automatically identrfying inbound TPI signals as 
either ASSCll or Baudot. 

The Department wishes to select a contractor with successful experience in 
operating a TRS providing a level and consistent service, supporting all 
FCC service and performance regulations applicable Telecommunications 
Relay Services. The Department also states that the existing relay has 
provided excellent service to the people of New Mexico and expects that 
the contractor continue tbis level of service in all areas of performance 
including transition should that be required. 

This procurement is restricted to establishment and operation of an 
intrastate Telephone Relay Service for the State of New Mexico. The 
contractor is required to cooperate with local exchange carriers as required 
by the Department. 

This section contains MANDATORY STANDARDS and is divided into four 
parts reflecting the regulated performance standards required of TRS 
providers by the Federal Communications Commission. They are: 

b. Operational 
c. Technical 
d. Functional 
e. Management Plan 

Request for Proposals No. 5M3ooMFooo66 and the contractor's proposal 
are incorporated by reference into this contract and are made a part of this 
contract. In addition, each purchase order that is accepted by the 
contractor will become a part of the contract. In the event of any conflict 
among these documents, the fdkming d e r  of precedence shall apply: 

a. the terms and conditions of this document; 
b. the purchase order; 

c. the request for proposals; 
d. the contractor's proposal; and the contractor's standard contract 
terms and conditions (which may or may not have been submitted as _ _ _  

Page 55 



lOMl107 
part of the contractor's proposal). 

C. Payment Provisions 

The Agency may procure telecommunications relay services at prices equal 
to or less than the prices listed in the Proposal. All payments under this 
contract are subject to the following provisions: 

D. Acceptance 

In accordance with Section 13-1-158 NMSA 1978, the Agency shall 
determine whether all products and telecommunications relay services 
delivered to it meet the contractor's published specifications. No payment 
shall be made for any products or telecommunications relay services until the 
products or telecommunications relay services have been accepted in writing 
by the procuring agency. Unless otherwise agreed upon between the Agency 
and the contractor, within fiReen (15) days from the date the Agency receives 
written notice from the contractor that payment is requested for 
telecommunications relay services or within ffteen (15) days from the receipt 
of products, the Agency shall issue a written certification of complete or partial 
acceptance or rejection of the products or telecommunications relay services. 
Unless the Agency gives notice of rejection within the fiReen (15) day period, 
the products or telecommunications relay services will be deemed to have 
been accepted. 

E. Payment of Invoice 

Payment will be made to the contractor's designated mailing address. In 
accordance with Section 13-1-158(c) NMSA 1978, payment shall be tendered 
to the contractor within sixty (60) days of the date of certification. After the 
sixtieth day from the date that written certification of acceptance is issued, 
interest shall be paid on the unpaid balance due to the contractor at the rate 
of one and one-half percent per month. 

F. Payment of Taxes 

Payment of taxes for any money received under this contract shall be the 
contractor's sole responsibility and shall be reported under the contractor's 
federal and state tax identification numbers. The contractor may invoice the 
Agency for New Mexico gross receipts tax or local option taxes for 
telecommunications relay services and labor. 

G. Invoices 

Invoices shall be submitted to the Agency. 

H. Contract Term 

The initial contract term shall begin on ApfiH& 2005, or as soon as 
possible thereafter, for a term of few three 13) years. Subject to the exception 
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